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Abstract
Emotional labor has yet to be studied in online customer service. Aspects of Grandey’s
(2000) model of emotion regulation were tested with a survey study on 28 customer service
workers for an online gaming company. Antecedents of interaction expectations and
individual factors failed to predict emotional labor. For individual long-term consequences,
surface acting was linked positively to emotional exhaustion and negatively with well-being.
Implications for emotional labor research in computer-mediated communication are
discussed.
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Emotional Regulation in Online Customer Service: Testing a Model of Emotional Labor
While there has been much research into the antecedents and consequences of
emotional labor in face-to-face and voice-to-voice customer service roles (Brotheridge &
Grandey, 2002; Diefendorff, Croyle, & Gosserand, 2005; Totterdell & Holman, 2003; Van
Dijk & Brown, 2006), to date there has been little study on this topic in the area of online
customer service perhaps due to the recentness of its emergence. Despite the seemingly
impersonal nature of technology-based communication (Walther, 1996), online customer
service representatives still may experience emotions on the job. As a result, they would also
have to regulate their emotions, just like their counterparts working in more traditional forms
of customer service do (Davis, 2001). The question arises as to whether online customer
service workers regulate their emotions in the same manner that has been previously studied
in the emotional labor literature. Is online customer service work is subject to the same
factors, mechanisms, and consequences of Grandey’s (2000) model of emotional labor?
Electronic commerce is an area that is steadily growing (Schonfeld, 2010); these
organizations conducting their business online are not only selling products, but the service
they provide to their customers (Howlett, 2007). Companies of all sizes have utilized the
internet to better serve their customers through online tracking, email correspondence, and
the availability of real-time chat with their customer service representatives (“Online
Customer Service,” n.d.). Online service has cheaper customer handling costs and is more
convenient, but these advantages of service through the internet are not without its pitfalls,
which include potential expensive technology costs and a less personalized relationship with
customers (Picozzi, n.d.). Particular to the internet, there is a phenomenon called the online
disinhibition effect, where some people act out, revealing their true emotions they would
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otherwise hide in face-to-face contact (Suler, 2004). Online fantasy gaming environments
can exacerbate this disinhibition in its players, which in turn can create chaotic interactions
with its customer service workers. This potential for greater emotionality of customers
requires delicate care from online customer service workers. “Online customers are literally
invisible to you (and you to them), so it's easy to shortchange them emotionally. But this
lack of visual and tactile presence makes it even more crucial to create a sense of personal,
human-to-human connection in the online arena” (Solomon, 2010). It has been well
established that emotions are an integral part to developing and maintaining customer loyalty
(Dick & Basu, 1994, Javadein, Khanlari, & Estiri, 2008; Mattila, 2004), a driving goal of all
businesses. The current research extends the investigation of the antecedents and
consequences of emotional labor to online customer service using a model previously studied
in more traditional customer service roles (Grandey, 2000).
Emotional Labor: The Development of the Construct
There have been several different perspectives on emotional labor, and they have
each increased our knowledge of the construct. These viewpoints and their contributions to
the current understanding of emotional labor will be reviewed.
The term “emotional labor” was first coined by Hochschild (1983) in her study of
emotional management in flight attendants and bill collectors. According to Hochschild,
emotional labor is “the management of feeling to create a publicly observable facial and
bodily display” (p. 7). While regulation of emotions is a tool employed predominantly in
private life, the rise of the service industry has commandeered this instrument for its own
use, resulting in emotional labor, where emotions now incur a monetary value to the
organization. Thus, emotional labor is emotional regulation in the work setting. In

2

Hochschild’s study, airline workers were expected to present a certain facade to passengers
despite whatever internal emotions they may be feeling or emotional reactions they may have
experienced as a result of passenger behavior. The job of a flight attendant had explicitly
rules about their emotional expressions towards customers, and these feeling rules were
created and enforced by their employer, the airline. With this initial study of flight
attendants, Hochschild shone a light upon a then ignored facet of labor present in service
industries. It is no surprise that the service industry has been the main area of study in
research of emotional labor due to such stringent rules that many organizations place on
employee expression and customer interactions (Seymour, 2000). What is said, when it is
said, and how it is communicated has been clearly outlined during training and in training
manuals for some industries within the service sector such as the airlines and call centers
(Witt, Andrews, & Carlson, 2004).
Delving further, Hochschild (1983) described that emotional labor could be
accomplished in two ways, surface acting and deep acting. Surface acting only requires that
feeling be outwardly shown, but deep acting requires that it be internally felt. She further
elaborated on how deception of feeling is at play in these two forms of acting; deception of
others when acting on the surface, and deception of both the self and others when deep
acting. Emotional labor, whether it been surface or deep acting, can “pose a challenge to a
person’s sense of self’ (p. 136), but successfully feeling the emotions displayed as in deep
acting can save a person from the estrangement between the public self and the private self,
and that can result in stress and burnout.
Besides stress and burnout, emotional labor can incur emotive dissonance
(Hochschild, 1983). She described emotive dissonance is a discrepancy between the emotion
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expressed and the one felt, similar to cognitive dissonance. In her study of airline attendants,
Hochschild (1983) argued that this dissonance can lead to estrangement from our true selves,
our public selves, and in an effort to cope with this alienation, may ultimately lead to
separation from the job.
Ashforth and Humphrey (1993) defined emotional labor as “the act of expressing
socially desired emotions during service transactions” (p. 88-89) and further expanded upon
the previous emotional labor work. While Hochschild’s definition of emotional labor
focused on feeling, Ashforth and Humphrey shift their focus towards the behavior of
expressing the feeling. In their perspective, the consequences of emotional labor go beyond
merely the person providing the service, but his or her task effectiveness, (i.e., the successful
expression of the expected emotion to a customer). According to them, these expected
emotions are outlined in display rules set by societal, occupational, and organizational norms,
though predominantly by the latter two. Display rules are the “norms about appropriate
emotional expression for specific situations” (Schaubroeck & Jones, 2000, p.163). Since
their focus was on overt behavior and not on internal feelings, Ashforth and Humphrey opted
to use the term display rules rather than feeling rules. They also proposed a third means of
accomplishing emotional labor, beyond surface and deep acting, to be the genuine experience
of the expected emotion with the resulting spontaneous expression of that emotion.
Utilizing social identity theory (Weiss & Cropanzano, 1996), Ashforth and Humphrey
included the role of identity in their concept of emotional labor. The identity of one’s true
self versus the organizational self are at odds with each other during emotional labor and may
become difficult to differentiate as a result of this process, akin to Hochschild’s emotive
dissonance. Deep acting may eventually lead to self-alienation, when the true self is no
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longer identifiable to the individual. This can be confounded by increased frequency of
interactions, which makes deep acting more difficult. Self-alienation and greater disparities
between the genuine self and the organizational self result in emotive dissonance. Outcomes
of poor emotional labor are increased burnout and stress, and lower self esteem and job
performance.
The next step in the evolution of the emotional labor concept was from Morris and
Feldman (1996). They defined emotional labor as “the effort, planning, and control needed
to express organizationally desired emotion during interpersonal transactions” (p. 987) and
conceptualized with four dimensions; the frequency of emotional display, attentiveness to
required display rules, variety of emotions required to be expressed, and emotional
dissonance. The emphasis in their definition of emotional labor was the interactionist model
of emotion, that social factors are important in determining the experience and expression of
emotions. This is an extension of Ashforth and Humphrey’s (1993) identity-focused concept
of emotional labor.
The basis of most of Morris and Feldman’s conceptualization about emotional labor
revolves around display rules. Each job has its own unique requirements of emotional
expression that are outlined by the specific occupation and employer. For example, a bill
collector is expected to express anger and disapproval to debtors, a stark contrast to a flight
attendant whom is expected to smile and convey cheerfulness and safety to passengers
(Hochschild, 1983). These display rules can be acquired by workers either through formal
training or through socialization.
Frequency of emotional display was previously mentioned by Ashforth and
Humphrey (1993), and they noted that increases in frequency elicited more negative
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outcomes from emotional labor, to which Morris and Feldman (1996) agreed and described
in greater detail. The more often workers interact with customers; the more emotional labor
is required of them. Antecedents that would affect frequency of display are the explicitness
of display rules, closeness of monitoring, gender, and routineness of task. Frequency was
proposed to increase when display rules were more detailed, adherence to display rules were
more closely monitored by the organization, the worker was female, and interactions with
customers were more scripted and repetitive.
Their second dimension of emotional labor is attentiveness to display rules, where
particular attention must be paid to the duration and intensity of emotional displays. How
long a worker is expected to display an emotion, and how strongly the emotion should be
expressed each affects the amount of effort required, and thus the level emotional labor
needed. Two antecedents to this dimension are described. Routineness of task was
previously mentioned as positively associated with frequency (Ashforth & Humphrey, 1993),
but it was proposed to be negatively associated with attentiveness to required display rules by
Morris and Feldman. As interactions are more similar, there is less need to deviate from the
routine, and thus attention to the display rules is less. Status has also been implicated in how
much attention is given to display rules (Morris & Feldman, 1996). The power of the role
receiver should be positively associated with attentiveness, so that greater attention is given
to display rules when the status of the role receiver (i.e., the customer, is high).
The number of emotions that are expected to be expressed by the worker comprises
the third dimension of emotional labor, the variety of emotions to be displayed (Morris &
Feldman, 1996). For this dimension, Morris and Feldman detail two antecedents, the role
receiver’s power and task variety. As the status and power of the customer increases, there is
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usually a greater limit to the spectrum of emotions that should be expressed. Also, as the
number and range of tasks increase, there should be a subsequent increase in the variety of
emotions that are required to successfully accomplish those tasks.
Display rules are particularly important as antecedents to emotional dissonance, the
fourth and final dimension of Morris and Feldman’s (1996) concept of emotional labor.
When there is a conflict between the display rules, i.e., the organization’s expectations of
what emotions should and should not be shown, and an individual’s actual feelings,
emotional dissonance arises. Subsequent empirical studies have validated emotional
dissonance’s inclusion as a dimension of emotional labor (Kruml & Geddes, 2000;
Schaubroeck & Jones, 2000). The proposed antecedents of emotional dissonance are levels
of face-to-face contact, job autonomy, and affectivity. There is a lack of emotional outlets,
for any pent up internal feelings, when a worker is interacting with a customer face-to-face,
therefore resulting in greater levels of dissonance. The ability to modify display rules as
required, typically more present as job autonomy increases, should result in less dissonance,
as the display rules can be shaped to match more to one’s internal feelings. Lastly, the
synchronicity of a person’s affect to the display rules can decrease the amount of emotional
dissonance. Negative emotional displays are not congruent with high levels of positive affect
and vice versa.
Morris and Feldman proposed two consequences of emotional labor. In their
theoretical work, all four dimensions are positively associated with emotional exhaustion,
though only emotional dissonance associated with less job satisfaction. Subsequent study
has confirmed that dissonance is linked with emotional exhaustion (Van Dijk & Brown,
2006), though Schaubroeck and Jones (2000) found that it lead to poor health as well.
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The Emotional Labor Model
A model of emotional labor was created by Grandey (2000) to organize and outline
the relationships between the antecedents, consequences, and mechanisms of emotional
labor. Figure 1 displays her model, where individual and organizational factors both play a
role in the regulation process. Utilizing the three different perspectives on emotional labor
(Ashforth & Humphrey, 1993; Hochschild, 1983; Morris & Feldman, 1996), the emotional
labor model outlines the emotion regulation process, its situational cues, and long-term
consequences.
Figure 1. Grandey’s Emotional Labor Model
Situational Cues_________ Emotion Regulation Process_______Long-Term Consequences
Interaction
Expectations
•Frequency
•Duration
•Variety
•Display rules
(Intensity)
Emotional Events
• Positive events
•Negative events

Individual Well-Being
•Burnout
•Job satisfaction

Emotional Labor
Deep Acting: Modify Feelings
•Attentional deployment
•Cognitive change
\

/

Surface Acting: Modify
Expressions
•Response modulations

Individual Factors
•Gender
•Emotional expressivity
•Emotional intelligence
•Affectivity (NA/PA)

/

\

Organizational WellBeing
• Performance
• Withdrawal behavior

Organizational Factors
•Job autonomy
•Supervisor support
• Coworker support
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The Emotion Regulation Process
Emotional labor. “Emotion regulation consists of the extrinsic and intrinsic
processes responsible for monitoring, evaluating, and modifying emotional reactions,
especially their intensive and temporal features, to accomplish one’s goals” (Thompson,
1994, p. 27-28). Emotional labor is emotion regulation at work for the accomplishment of
the organization’s goals and is comprised of surface and deep acting. These two forms of
acting were confirmed by Brotheridge and Lee (2003) as two distinct constructs of emotional
labor that have different consequence for individuals. Surface acting requires the individual
to modify his or her emotional façade to match the setting’s display rules, though internal
feelings may not match this emotional display. In deep acting, the individual attempts to
change his or her own internal feelings that result in an emotional display that conforms to
the display rules (Glomb & Tews, 2004). Grandey (2000) utilized the theoretical framework
of emotional regulation elaborating how these two types of emotional labor acting are
accomplished.
In the literature, Gross (1998) proposed two classes of regulation, antecedent- and
response-focused emotional regulation in a process model of emotion. In antecedent-focused
regulation, emotions are managed by manipulating the situational cues. This strategy can be
accomplished through situation selection, situation modification, attention deployment, and
cognitive change. The first two strategies are behavioral. In situation selection, a person
chooses or avoids certain people or situations, or a person can alter their environment via
situation modification. In service interactions, the usage of these two strategies is severely
limited; one usually cannot avoid customers nor change the work environment.
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The other strategies of antecedent-focused emotional regulation are internal in nature
and were utilized by Grandey in her emotional labor model. Attention deployment requires a
person to focus or limit their attention of emotional cues. Method acting is accomplished
through this same vein, where an actor recalls, i.e., focuses on emotional memories in order
to convincingly portray that emotion to the audience. Hochschild (1983) expounded upon
the usage of method acting to perform deep acting. Effort is exerted to not only display the
emotion, but to feel it to. The final strategy of cognitive change is the réévaluation of the
situation or one’s emotions. Hochschild also cited examples of cognitive change in her work
on emotional labor. In training, flight attendants were instructed that to avoid getting angry
at irate passengers, they were supposed to think of these difficult passengers as children.
Such instruction is an example of cognitive change employed in emotional labor. Thus, these
two strategies were included as the mechanisms by which deep acting is accomplished by
Grandey.
In contrast, response-focused regulation, emotional cues have already influenced the
person, but he or she manipulates how the emotion is expressed. A variety of strategies exist
at this point in the emotion regulation process, but they all alter the “emotional experience,
expression, or physiological responding” (Gross, 1998, p. 225). Such alterations include
intensifying, diminishing, extending, or restricting emotional responses. Response-focused
emotional regulation occurs on the surface level, versus internally. Grandey (2000) likened
response-focused regulation to surface acting due to the similarities between the two,
whereby in both, the internally felt emotions are not modified, merely the response to those
emotions. As a result, surface acting was proposed to be accomplished through such
response modification.
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Situational Cues Impacting Emotional Labor
Classified in the model as an emotional regulation process, emotional labor is
impacted by situational antecedents. The situational cues are comprised of two categories;
interaction expectations and emotional events.
Interaction expectations. Interaction expectations encompass the organization’s
display rules and the frequency, duration, and variety of emotions to be displayed when
interacting with customers. These expectations vary for different job roles, are a constant
influencing force for each customer encounter, and define the behavioral expression of the
service provider. Two distinct sources are available for workers to acquire these expectations
(Rafaeli & Sutton, 1987), from the organization and emotional transactions. The
organization conveys display rules through the processes of recruitment and selection,
socialization, and levying of reward and punishment for appropriate and inappropriate
displays. Yet, experience can be an invaluable teacher. During actual encounters with
customers, service providers can learn “on the job” about the subtle nuances of interaction
expectations that are absent from organizational sources.
The frequency of emotional display is a defining characteristic of interaction
expectations and includes the number of customer encounters and how often emotions should
be expressed. Duration of displays and the number of emotions required to be expressed can
impact how much emotional labor is necessitated by a customer interaction. In their
development and validation of an emotional labor scale, Brotheridge and Lee (2003) found
that frequency, duration, and variety were indeed distinct constructs underlying emotional
labor.
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Morris and Feldman (1996) had previously defined display rules as the standard of
emotional expression, i.e., how emotions should be expressed and at what times. While
frequency, duration, and variety of emotions are included in an organization’s display rules,
their sizeable influence on interaction expectations deem that they be evaluated separately
from display rules. They argued that intensity of emotional displays is also dictated through
these display rules. How strongly emotions should be displayed has been shown to be yet
another valid sub-construct of emotional labor (Brotheridge & Lee, 2003). Studying several
occupational groups with differing levels of emotional labor demands, Brotheridge and
Grandey (2002) found evidence supporting the relationship that more demanding the display
rules, the more emotional labor is perceived. Similar to research focused on the more
traditional modes of customer service, I propose the following.
Hypothesis 1: Interaction expectations will be positively associated
with the amount o f emotional labor (both surface and deep acting)
experienced.
Emotional events. Affective Events Theory (Weiss & Cropanzano, 1996) is the
basis for the inclusion of emotional events in the model. Emotional events, both positive and
negative, can impact the emotional state of employees in their day-to-day work. The events
evoke emotions that must be managed, and thus are antecedents in the emotional regulation
model. The presence of discrete work events can elicit emotional reactions, consistent with
Affective Events Theory (Weiss & Cropanzano, 1996), and result in the need to engage in
emotional labor. Though emotional events are a proposed antecedent of the emotional labor
model, they were not examined in this study due to the difficulty in measuring the impact of
such events via survey methods.
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Individual Factors Impacting Emotional Labor
Individual factors, independent of work-related characteristics, also affect emotional
labor and have been included in the model. These factors include gender, emotional
expressivity, emotional intelligence, and positive and negative affect.
Gender. Morris and Feldman (1996) included gender as an antecedent to the
frequency of emotional display, proposing that women would have greater frequency than
men. Women have been shown to be more skillful in the employment of emotional
regulation and have also been shown in past research to be more emotionally expressive in
general than men (Hess et al., 2000). Hochschild (1983) discussed the disparity of gender in
jobs requiring emotional labor. According to her, emotional labor is required in only a
quarter of the jobs that men perform, while it is present in over half of the jobs that women
do. Given that service jobs require the presentation of positive emotions while suppressing
negative feelings, Schaubroeck and Jones (2000) found a significant correlation between
gender and the conveyance of positive emotion. Women perceived themselves as performing
more emotional labor than men when expectations were to be positive, though there was no
relationship between gender and suppression of negative emotions. In the context of the
current study, Derks, Fischer, & Bos (2008) found that the gender differences present in faceto-face communication are similar to those found in computer-mediated communication,
such as real-time chat. It is for these reasons that I propose that women perform more
emotional labor than men during online customer service work, both deep acting and surface
acting.
Hypothesis 2a: Women will have higher levels o f emotional labor
(both surface and deep acting) than men.
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Emotional expressivity. This is another individual factor that Grandey included in
her model of emotional labor. Gross and John (1995) defined emotional expressivity as “the
behavioral (e.g., facial, vocal, postural) changes associated with the experience of emotion,
such as smiling, laughing, frowning, storming out of a room, or crying” (p. 555). According
to this definition, observable emotional responses are the focus of emotional expressivity,
i.e., non-verbal cues. In setting of online communication, the question of how applicable
face-to-face expressivity is to computer-mediated expression. Non-verbal cues are absent on
the internet, but emotions can still be conveyed through means such as emoticons. Derks,
Bos, and von Grumbkow (2007) found that people used fewer more emoticons in taskoriented contexts, such as online work, versus socio-emotional, e.g., online chatting between
friends. Confounding the issue further are the findings by Wolf (2000), where traditional
gender differences in expressivity were not found. In fact, in mix-gender settings, males
increased their emoticon usage, though there were differences in the categories of emotions
expressed by each gender. In the presence of such difficulties, current measures of emotional
expressivity have yet to be shown to be valid for computer-mediated emotional expression
and will not fall within the scope of the current research.
Emotional intelligence. In the model, emotional intelligence is yet another
individual factor that impacts emotional labor. According to Salovey and Mayer (1990),
emotional intelligence is “the subset of social intelligence that involves the ability to monitor
one’s own and others’ feelings and emotions, to discriminate among them and to use this
information to guide one’s thinking and actions” (p. 189). Currently, there is a lack of
literature on how emotional intelligence affects computer-mediated communication and if it
is similar to that of face-to-face communication. In the absence of any research stating
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differences in emotional intelligence between the two, I hypothesize that it will influence
emotional labor in this study in the same manner as in the model.
Hypothesis 2b: Emotional intelligence will be positively associated
with levels o f emotional labor (both surface and deep
acting).
Affectivity. The levels of a person’s positive and negative affect have been linked in
previous work (Morris & Feldman, 1996) to emotional labor. Grandey (2000) argued that a
person high in positive affect would have an easier time with emotional labor for displays
that are positive, while it would be more difficult for an individual low in positive affect and
high in negative affect. The reverse would be true as well. Not all jobs require positive
displays, and those that require expression of negative emotions, individuals high in negative
affect would find the labor easier. In essence, the congruence of a person’s affect and the
organization’s display rules is good person-job fit. The valence of the display rules have
been shown to impact types of emotional labor performed. In a sample of graduate students
employed in jobs demanding high levels of emotional labor, Diefendorff, Croyle, and
Gosserand (2005) found that positive display rules positively predicted deep acting and
negative display rules positively predicted surface acting. “The display of friendliness and
good cheer are expected in an array of service occupations” (Rafaeli & Sutton, 1987, p. 23).
In the area of affect, Judge, Woolf, and Hurst (2009) investigated whether or not mood
mediated the relationship of emotional labor and its outcomes. In their sample of customer
service workers, whom are guided to express positive emotional displays, surface acting was
positively associated with negative affect but not positive affect, which supports relationship
of display rules valence and type of affect. In a study of bill collectors (Sutton, 1991),
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workers were expected to express negative emotions, and in order to facilitate this
expression, the organization selected for individuals with a similar disposition, i.e., high in
negative affect. An individual’s levels positive and negative affectivity influence the type of
emotional labor is dependent on whether or not the display rules of the job require positive or
negative display. Given the positive nature of customer service emotional displays, I posit
that negative affect will influence surface acting in the same manner as traditional customer
service workers.
Hypothesis 2c: Negative affectivity will be positively associated with surface acting
when the display rules require the expression o f positive emotions, as
in the case o f customer service.
Organizational Factors Impacting Emotional Labor
In addition to individual factors, organizational factors play a role in emotional labor.
Levels of job autonomy, supervisor support, and coworker support were proposed by
Grandey (2000) as mediators of how much emotional labor is required from workers in their
jobs. Greater perceived job autonomy was found to buffer the negative consequences of
emotional labor in a study of American and French research assistants (Grandey, Fisk, &
Steiner, 2005). The model also indicates a similar relationship of support from coworkers
and supervisors with emotional labor consequences. Social support from coworkers was
shown to moderate the relationship of emotional dissonance, conceptually similar to surface
acting, and job satisfaction (Abraham, 1998). Despite these previous findings, Totterdell and
Holman (2003) did not find a significant relationship between all these organizational factors
and levels of emotional labor. The investigation of organizational factors’ impact on
emotional labor was not studied in this sample of online customer service workers.
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Long-Term Consequences of Emotional Labor
The long-term consequences of emotional labor are divided into those for the
individual and the organization. Each category is related differently to deep and surface
acting, with a negative relationship between surface acting and individual consequences,
while deep acting has a positive relationship with organizational well-being.
Individual consequences. Grandey’s (2003) own work has linked surface acting to
stress and lower job satisfaction. For the individual working within online customer service,
greater burnout and lower job satisfaction are consequences of the surface acting method
emotional labor and less so of deep acting.
Emotional exhaustion. While burnout was named as an individual consequence in
the model, the predominance of emotional labor research has focused on the component of
emotional exhaustion. Emotional exhaustion is the state of “being emotionally overextended
and exhausted by one’s work” (Maslach & Jackson, 1981, p. 101). In this research,
emotional exhaustion was positively associated with surface acting or its conceptually similar
construct, emotional dissonance, while there was no such finding with deep acting
(Brotheridge & Lee, 2003; Grandey, 2003; Judge, Woolf, & Hurst, 2009; Van Dijk & Brown,
2006). With the strong findings of previous research, I postulate that this relationship
remains true in an online context.
Hypothesis 3a: Surface acting will be more positively associated with
emotional exhaustion in workers than deep acting.
Job satisfaction. In the emotional labor model, job satisfaction was included as a
consequence to the individual that should be predicted differently by surface acting than deep
acting. Job satisfaction is of particular interest in organizational psychology, as it is a
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measurement of a worker’s well-being. Given the pertinence of the subject, numerous
studies have investigated how emotional labor impacts job satisfaction, and they confirmed
the relationship as outlined in the model (Grandey, 2003; Judge, Woolf, & Hurst, 2009). I
posit that emotional labor will impact job satisfaction in the same manner.
Hypothesis 3b: Surface acting will be more negatively associated with job
satisfaction in workers than deep acting.
Well-being. Encompassing all of these individual consequences is the classification
of individual well-being outcomes. The impact of work, in general, on individual workers
has been a topic of great study and on the subject of emotional labor, there is no difference.
General well-being was analyzed as a consequence of emotional labor by Pugliesi (1999) as
another means of measuring its effects on workers. In her findings, emotional labor was
negatively associated with well-being. Lewig and Dollard (2003) further supported this
relationship with a substantiated link between emotional dissonance and worker well-being.
Emotional dissonance is “the difference of what participants expressed and experienced”
(Totterdell & Holman, 2003, p. 61), and Brotheridge and Grandey (2002) proposed that
surface acting produces emotional dissonance while deep acting reduces dissonance. So,
surface acting, in inducing emotional dissonance, would be negatively associated with well
being.
Hypothesis 3c: Surface acting will be more negatively associated with
general well-being in workers than deep acting.
Organizational Consequences.
While organizational consequences will not be studied in the current research, they
have been linked to individual outcomes. The long-term consequence for the organization’s
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well-being is impacted in the area of job performance and withdrawal behavior. These two
consequences are not mutually exclusive, as withdrawal behaviors can lead to poorer job
performance. In the emotional labor model, the relationship of deep acting and surface
acting to organizational well-being is the reverse of individual well-being. More emotional
labor is less beneficial to individuals, but more beneficial to the organization. Deep acting
has been positively linked with job performance (Totterdell & Holman, 2003), while
performance has an inverse relationship with surface acting (Grandey, 2003).
Organizational withdrawal behaviors include lateness, absence, and turnover (Blau,
1998). As an organizational consequence of emotional labor, according to the model,
withdrawal behaviors should increase as surface acting increases and decrease with levels of
deep acting. In the case of absenteeism, it was positively associated with the individual
outcome of emotional exhaustion (Deery, Iverson, & Walsh, 2002). Since exhaustion is
posited to increase with surface acting versus deep acting, absenteeism would also increase
with surface acting versus deep acting. The relationship of emotional labor and withdrawal
behaviors has been mostly theorized, and there is an absence of empirical studies to support
it.
Current Research
Previous research has confirmed this model of emotional regulation is applicable to
customer service work in call centers (Totterdell & Holman, 2003). Is this model of
emotional labor applicable to solely online or computer-mediated service encounters?
Hochschild (1983) had listed three common characteristics of jobs that require emotional
labor. Those are that workers are required to interact with others face-to-face and voice-tovoice. Second, workers must evoke emotions in other people. The third characteristic is that
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the employer “exercises a degree of control over the emotional activities of the employee” (p.
14). While online customer service work fits the latter two qualities, the first characteristic is
not present. In the absence of face or voice contact with a customer, the question arises if the
emotional labor process is still present, and thus its antecedents and consequences. Due to
findings of the impact of emotional labor, particularly surface acting, on service employees,
the implications for the well-being of online customer service representatives and their
organizations are great.
The expansion of customer service into the online world also required the redefining
of emotional labor, as most definitions require a face-to-face or voice-to-voice
communication, which is not present in the real-time chat environment.
Method
Participants
Participants consisted of 28 (10 men and 18 women) Customer Experience
GameMasters working for the text-based online roleplaying games produced by Simutronics
Corporation. The total number of GameMasters working for Simutronics is 55, and the
response rate was 50.9%. The sample consisted of 24 White, 1 Asian/Pacific Islander, and 3
Other. Respondents were between the ages of 25 and 57 years of age (M = 36.66).
Additionally, while not surveyed in this current research, participants are geographically
dispersed across the United States and the world.
The role of a Customer Experience GameMaster consists primarily of providing the
player base of the games with customer service solely through an online means via real-time
chat in the game environment. Customer service work includes answering inquiries and
resolving issues related to the game and gameplay. Other tasks of a GameMaster include
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storyline development, item and document creation, and general game development.
Participants were not randomly selected, instead participants self-selected to participate in the
research. All GameMasters were all former players who were then hired by Simutronics to
perform this customer service role.
Procedure
Permission was obtained from the Simutronics’ Product Manager to survey its
employees for the current research. The Product Manager provided a single general email
address to which all employees of Simutronics Corporation were subscribed to with their
personal email addresses, so as to ensure as much anonymity to participants as possible.
Participants were then informed of the survey through an email sent to this singular email
address. The email described the purpose and nature of the research, including a disclaimer
that participation in the research was voluntary. Set into the body of the email was a URL to
the online survey. Informed consent was obtained via the first page of the 20-minute survey.
Measures
Frequency, duration, and variety. The Emotional Labor Scale (Brotheridge & Lee,
1993) measured three of the dimensions of Interaction Expectations of the emotional labor
model. 3-item subscales for frequency (a = .74) and variety (a = .76) were found to be
reliable by Brotheridge and Lee. Duration was captured as a single item surveying the
average number of minutes for customer interaction. For this study, internal reliability was
found to be .51 for frequency and .70 for variety. Although reliability was low in this study,
the scales were included to measure the variables stated in the model of emotional labor. See
the first three subscales in Appendix A.
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Intensity of display rules. Utilizing Morris and Feldman’s (1996) conceptualization
of display rules, I included a measure of the intensity of emotions required from the display
rules to gain a deeper understanding of the impact of display rules on emotional labor. The
Emotional Labor Scale (Brotheridge & Lee, 1993) contains a 2-item subscale measuring
intensity of emotional displays, and their reported Cronbach’s alpha of the subscale is .74. I
calculated the reliability of the intensity scale to be .89. See Appendix A, the fourth
subscale.
Gender. Gender of participants was recorded during the collection of general
demographic information.
Emotional intelligence. The 16-item Emotional Intelligence Scale (Wong & Law,
2002) measured participants’ emotional intelligence on four factors of emotional intelligence;
self-emotion appraisal, others’ emotion appraisal, use of emotion, and regulation of
emotions. Participants were to rate statements, such as “I have a good understanding of the
emotions of people around me” on a 6-point scale ranging from 1 {strongly disagree) to 6
{strongly agree). Aslan and Erkus (2008) found reliability of the scale to be .83, while I fond
the reliability to be .89. See Appendix B.
Negative affect. Levels of negative affect of employees were measured with
negative subscale of the Positive Affectivity Negative Affectivity Scale, PANAS (Watson,
Clark and Tellegen, 1988). The 10-item subscale measures negative affect (NA).
Participants were asked to rate on a 5-point scale ranging from 1 {very slightly or not at all)
to 5 {extremely) how much they felt the particular emotion or feeling in general. While
Watson et al. (1988) found internal reliability to vary slightly depending on the time frame
instruction used (now, today, past few days, past few years, past year), for the general time
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frame, reliability was .87 for PANAS NA. For this study, Cronbach’s alpha was .80. See
Appendix C for the subscale.
Emotional labor. The Emotional Labor Scale (Brotheridge & Lee, 1993) contains
two subscales to measure the two strategies of emotional labor, surface acting and deep
acting. Each subscale consisted of three items that were rated from 1 (never) to 5 (always).
In validating their measure, they found the reliability subscales of surface and deep acting to
be high, at a = .79 and a = .83 respectively. In the current study, the surface acting subscale
reliability was .70 and .66 for the deep acting subscale. The scales were included in the
study, despite the low reliability because of their previous usage as reliable measures of deep
acting and surface acting in other research. See Appendix A, the last two subscales.
Emotional exhaustion. Emotional exhaustion, i.e., burnout, was measured with the
Emotional Exhaustion Scale (Maslach & Jackson, 1986). The measure of emotional
exhaustion is a subscale within the Maslach Burnout Inventory (MBI). The reported internal
reliability of the subscale was high in the manual for the MBI (a = .90). I found the
reliability to be .88. The 9-item emotional exhaustion scale consisted of statements such as,
“I feel burned out from my work” that were rated on 7-point scale ranging from 0 (never) to
6 (every day). See Appendix D.
Job satisfaction. A single measure of job satisfaction was used, the 3-item Michigan
Organizational Assessment Questionnaire (Cammann, Fichman, Jenkins, & Klesh, 1979).
The three items were: “In general, I do not like my job.”; “All in all, I am satisfied with my
job.”; “In general, I like working here.” Each item was rated on a 6-point scale ranging from
1 (strongly disagree) to 6 (strongly agree). Bowling and Hammond (2008) found the
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internal reliability of the questionnaire to be acceptable at .84. Internal reliability for this
study was calculated at .88. See Appendix E.
Well-being. The Job-Related Affective Well-Being Scale (Van Katwyk, Fox,
Spector, & Kelloway, 1999) measured the well-being of participants over the past 30 days in
regards to any aspect of their job, e.g., the work, coworkers, supervisor, customers, etc. The
20-item short version of JAWS used in this study consists of four subscales that exist along
two dimensions; pleasurableness and arousal (intensity). Participants were asked to rate how
often they felt 20 different emotions, both positive and negative, over the past 30 days on a 5point scale ranging from 1 {never) to 5 {always). Spector (2006) found Cronbach’s alpha for
the positive emotions subscale was .88 and for negative emotions, it was .90. For the current
study, reliability was .89 for positive emotions and .88 for negative emotions. See Appendix
F.
Results
The means, standard deviations, and correlations between all variables are displayed
in Table 1.
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Means, Standard Deviations, and Correlations Between Study Variables
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Antecedents of Emotional Labor
The first hypothesis proposed that the factors categorized as interaction expectations
(frequency, duration, variety, and intensity) would have a positive association with deep and
surface acting. I first obtained correlation values between the individual interaction
expectations and both forms of emotional labor. Frequency was found to have a modest
correlation with deep acting (r = .33,p < .10), but there were no other significant
relationships found. Among the interaction expectation variables, there was a correlation
between variety and intensity, (r = .45,/? < .05). I then performed two multiple regressions
on deep acting and surface acting respectively with the interaction expectation variables (See
Table 2). Neither deep acting (R = .15, n.s.) nor surface acting (R = .00, n.s.) was predicted
by interaction expectations. The first hypothesis was not supported, as the set of interaction
factors, characterized by frequency, duration, variety, and intensity were not positively
associated with either form of emotional labor.
Table 2
Impact o f Interaction Expectations on Deep Acting and Surface Acting
Deep
Acting
Variable

Surface
Acting

p

p

Frequency

.31

-.01

Duration

-.01

.04

Variety

-.09

.00

Intensity

.24

.01

R2

.15

.00

Note. N = 28.
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In the second set of hypotheses, I posited that individual factors impacted emotional
labor. These individual factors included gender, emotional intelligence, and negative affect.
To test this set of hypotheses, I first obtained correlation values between the individual
factors and the two forms of emotional labor. Hypothesis 2a proposed that women would
have higher levels of emotional labor than men, for both surface acting and deep acting.
After data analysis, there was no significant relationship found between gender and levels of
emotional labor, deep (r = -.00, n.s.) or surface acting (r = .00, n.s.). Women did not have
greater levels of either form of emotional labor than men, so Hypothesis 2a was unsupported
by the data. In Hypothesis 2b, I posited that levels of emotional intelligence and emotional
labor had a positive relationship. There was a lack of significance in the relationship with
deep (r = .14, n.s.) or surface acting (r = -.28, n.s.). This hypothesis was unsupported as well.
Levels of emotional intelligence in individuals were not positively associated with deep
acting or surface acting. Hypothesis 2c proposed that negative affect will be positively
associated with surface acting when display rules require expression of positive emotions, as
in customer service. There was no significant correlation found between negative affect and
surface acting (r = .27, n.s.). Thus, Hypothesis 2c was not supported. Negative affect of
workers had no positive association with surface acting when the display rules were positive.
To further analyze the relationship of individual factors to emotional labor, I performed a
pair of multiple regressions on deep acting and surface acting. The results are presented in
Table 3. Individual factors failed to predict any portion of deep acting (R = .03, n.s.) or
surface acting (R = .17, n.s.). For online customer service workers, individual factors
including gender, emotional intelligence, and negative affect did not influence emotional
labor.
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Table 3
Impact o f Individual Factors on Deep Acting and Surface Acting
Deep
Acting

Surface
Acting

p

p

Gender

-.02

.05

Emotional
Intelligence

.09

-.16

Negative Affect

-.01

.23

R2

.03

.17

Variable

Note. N = 28.
Outcomes of Emotional Labor
The third set of hypothesis proposed differential relationships between the two forms
of emotional labor and its individual outcomes of emotional exhaustion, job satisfaction, and
well-being. Hypothesis 3a stated that surface acting would be more positively associated
with emotional exhaustion than deep acting. Emotional exhaustion did have a weak positive
correlation with surface acting (r = .34, p < .10) and no significant relationship with deep
acting (r = -.02, n.s.). This hypothesis was supported by the data, as surface acting had a
more positive correlation with emotional exhaustion than deep acting. In Hypothesis 3b, I
proposed that surface acting would be more negatively associated with job satisfaction than
deep acting. Job satisfaction had no correlation with deep (r = .01, n.s.) or surface acting (r =
-.17, n.s.). The hypothesis was not supported. Neither form of emotional labor was
associated with job satisfaction. Hypothesis 3c stated that surface acting would be more
negatively associated with general well-being than deep acting. Well-being had a negative
correlation with surface acting (r = -.42, p < .05), but none with deep acting (r = .24, n.s.).
This hypothesis was supported. Higher levels of surface acting were associated with lower
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general well-being of the individual, more so than deep acting, with which there was no
association. To further analyze the relationship between variables, the outcomes of
emotional exhaustion, job satisfaction, and well-being were regressed on deep acting and
surface acting. The results are displayed in Table 4. The only significant finding was that
well-being was predicted by surface acting (R2 = .23, p = -.42,p < .05). This fortifies the
relationship of surface acting and well-being as proposed by Hypothesis 3c. In summary,
while not all individual outcomes were associated with either form of emotional labor,
emotional exhaustion was positively related to surface acting, well-being was negatively
correlated to surface acting and predicted by it.
Table 4
Impact o f Emotional Labor on Individual Outcomes o f Emotional Exhaustion, Job
Satisfaction, and Well-being___________________________________
Emotional
Exhaustion

Job
Satisfaction

Well-being

p

p

p

Deep Acting

-.02

.01

.25

Surface Acting

.34

-.17

-.42*

R2

.11

.03

.23*

Variable

Note. N = 28.
*p < .05.

Discussion
While previous research on traditional forms of customer service support Grandey’s
(2000) model of emotional labor, the current research findings are not as strong. There was
little evidence that the antecedents of the emotional labor model function as outlined for
online customer service. When there was emotional labor, the relationship of surface and
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deep acting to the individual outcomes of emotional exhaustion and general well-being were
supported.
Internal reliabilities were low for both the surface acting and deep acting scales
employed in this study. Both scales consisted of three items and having so few items within
the scale can result in lower reliability than scales with a greater number of items. As a
result, the two strategies of emotional labor may not have been accurately measured,
resulting in a lack of significant relationships found with its proposed antecedents and
consequences.
Women have been shown to occupy more roles requiring emotional labor and are
thought to be better at it (Hochschild, 1983), which is why gender was an individual factor
included in the emotional labor model. The possibility arises that computer-mediated
communication creates an equal playing field for both sexes, as W olfs (2000) findings
indicated that men adopted more emotionally expressive, “feminine” behavior in emoticon
usage.
In the emotional labor model, job satisfaction was an individual consequence
resulting from emotional labor. Though in this study, job satisfaction was not linked to
surface or deep acting, there is a plausible explanation for this finding. For most of the
customer service workers studied in the field, their job duties are predominantly focused on
service to customers. The role of a Customer Experience GameMaster is not solely a
customer service job, and so satisfaction in other facets of their work may have played a
more heavy influence that impacted levels of job satisfaction. Additionally, job satisfaction
may have been too general a construct to measure, given that additionally work tasks
comprise the GameMaster job. Job satisfaction can be divided into nine facets which focus
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on particular aspects of the job that contribute to satisfaction (Spector, 1997), and work
satisfaction may be a more appropriate measure in jobs that are not completely customer
service based.
Hochschild (1983) had originally characterized emotional labor jobs as requiring
face-to-face or voice-to-voice interactions, work that evokes emotion in other people, and the
organization somehow manages some of the emotions of its workers. Subsequent studies of
emotional labor have focused on jobs that fit all three characteristics. As I had previously
stated, the form of online customer service work studied does not involve face-to-face or
voice-to-voice interactions. The development of the emotional labor construct did not
include research of online customer service or its workers. Without such considerations
about the differences in computer-mediated communication, it stands to reason that the
model of emotional labor tested would not be completely applicable.
While only two strategies of emotional labor were included in Grandey’s model, a
third method was originally proposed by Ashforth and Humphrey (1993) and has gained
ground recently in the study of emotions at work. Emotional displays in the work setting can
also be the result of the expression of genuinely felt emotions. Diefendorff, Croyle, and
Gosserand (2005) found that the display of naturally felt emotions was a construct that was
distinct from surface and deep acting. Thus, there is a likelihood that online customer service
agents may be employing this third method of performing emotional labor, given that the
antecedents failed to be correlated or predictive of surface or deep acting.
Limitations
Several issues may have contributed to the noticeable lack of significant findings.
One factor was the small sample size and its corresponding low power to reject the null
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hypothesis. Due to the low sample size, an overall analysis of the model was not statistically
feasible and only direct relationships between variables were analyzed. Secondly, the sample
included only customer service workers in the online gaming industry. Limiting the sample
population to just one industry can skew results due to the unique characteristics of
customers and workers who game. The GameMasters in this study were all hired from the
player base of the games they now work for. It is reasonable to assume that they chose to
work for these games because they enjoyed the games or the people who play the games,
versus a financial motivation that one may find in a call center representative. A third issue
is that the study employed a cross-sectional design. While easier to implement, it can be
difficult to ascertain cause and effect between the variables tested in the model. Next, the
study utilized self-report measures. Self-report is subject to response biases. Finally, the
current research only investigated part of the emotional labor model. In omitting the study of
emotional events and organizational factors, I removed factors that would influence levels of
surface and deep acting. This, coupled with the small sample size, could account for the lack
of significant predictive power for the interaction expectations and individual factors that
were part of the study.
Implications
Due to these limitations, we need to investigate further in order to gain a better
understanding of how emotional labor works in online customer service. Future research
should incorporate not only larger sample sizes, but sampling from different industries would
prove invaluable in order to validate the emotional labor model for online customer service.
As previously mentioned, display rules vary from occupation to occupation, and organization
to organization, so the manner in which a customer service worker interacts with customers
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for an online game would be different from one working for a cable service provider or a
computer manufacturer. A longitudinal design should be utilized in order to observe changes
in emotional labor over time. Testing at different times will highlight how emotional labor
changes over time as a function of the more dynamic variables, such as emotional events,
versus static variables, such as individual factors. Data should be collected from multiple
sources in order to avoid response biases. Such sources can include supervisors, coworkers,
and customers. Lastly, further tests of the model are warranted. The emotional labor model
should be studied as a whole, though if not feasible, all antecedents or all consequences
should be studied for their relationships to emotional labor.
Practical Implications
The majority of emotion research in online industries focuses on customers. But
customers’ views of an organization are heavily impacted by the service they receive, which
is rendered by its customer service workers. Investigating how emotions are managed by the
online customer service provider can result in potentially happier and better worker, which in
turn leads to a happier customer. Knowing what factors are influencing emotional labor in
online workers can offer organizations guidance in training and interventions to improve the
quality of service provided.
The internet pervades everyday life more and more. Increased usage of electronic
communication between business and their customers warrants further study of emotional
labor. And, as technology evolves and influences how businesses are run and services
rendered, trends emerge. One such trend is an increase in overall online customer service,
both real-time chat in text and face-to-face communication via programs such as Skype
(Moltz, 2009). If greater face-to-face communication arises to become the norm in online
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customer service, then the non-verbal cues absent in chat text would again be thrust into the
forefront for the service provider and customer to express and interpret, and such interactions
may be subject to the emotional regulation model.
Conclusion
In chat-based online communication, all the usual forms of emotional conveyance are
missing; body language, posture, facial expressions, vocal tone and inflection. This leaves
the only text input as a method of expressing emotion. The absence of these cues is a
possible explanation for the lack of findings, specifically a relationship between emotional
labor and emotional intelligence. Picking up on non-verbal cues is an integral part of
emotional intelligence, but there are none in chats. But emotions can be conveyed through
electronic means via emotional contagion (Belkin, Kurtzerg, & Naquin, 2006). They argue
that in electronic business communication, there is general use of words that hold a positive
meaning, which leaves words with negative meanings more noticeable in online encounters.
Thus, negative emotion is more likely to be “contagious” than positive. Given that the online
customer service, at least for those businesses that operate online, promotes the display of
positive emotions, that the presence of emotional contagion, which is more likely negative in
the online world, would facilitate the usage of emotional labor. It is plausible that emotional
labor is at play in these online service encounters, but its mechanisms are different than those
outlined in the emotional regulation model.
The setup of online communication promotes easy employment of surface acting,
because of the lack of non-verbal cues. There are no smiles to be faked, shoulders to be
relaxed, or voices to be lowered. The simple fact is that in real-time chat, surface acting can
be accomplished simply by typing in words in accordance with the display rules. Refraining
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from keying in words laden with negative emotion is all that needs to be done in order to
successfully surface act. Internally feeling the positive nature of the text being entered, on
the other hand, may be inherently more difficult, given the overwhelming ease of surface
acting over the internet. Yet, despite this potential difficulty, in this study at least, higher
levels of surface acting are associated with more negative outcomes for the individual than
deep acting.
This is the first study of emotion management for the online customer service worker,
and it is an initial test of the applicability of the emotional labor model for these workers.
The door has been opened for further investigation of the impact of emotional labor for both
the individual worker and the organization. Online industries are still growing, and more
research into this new, internet-based arena will be beneficial for our understanding of
emotional labor.
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Appendix A
Emotional Labor Scale (Brotheridge & Lee, 1993)
Duration
A typical interaction I have with a customer takes about___minutes.

5
6
7
8
9

10
11
12
13
14
15

Always

3
4

Often

1

Frequency
Interact with customers.
Adopt certain emotions as part of your job.
Express particular emotions needed for your job.
Variety
Display many kinds of emotions.
Express many different emotions.
Display many different emotions when interacting
with others.
Intensity
Express intense emotions.
Show some strong emotions.
Deep Acting
Make an effort to feel emotions that I need to display
to others.
Try to actually experience the emotions I must show.
Really try to feel the emotions that I have to show as
part of my job.
Surface Acting
Resist expressing my true feelings.
Pretend to have emotions I don't really have.
Hide my true feelings about a situation.

Sometimes

Y O U R O P IN IO N A B O U T IT.

Rarely

PLE A S E S E L E C T T H E O N E N U M B E R FO R E A C H
Q U E S T IO N T H A T C O M E S C L O S E S T T O R E F L E C T I N G

Never

ON AN AVERAGE DAY AT WORK, HOW
FREQUENTLY DO YOU DO EACH OF THE
FOLLOWING WHEN INTERACTING WITH
CUSTOMERS?

1
1
1

2
2
2

3
3
3

4
4
4

5
5
5

1
1

2
2

3
3

4
4

5
5

1

2

3

4

5

1
1

2
2

3
3

4
4

5
5

1
1

2
2

3
3

4
4

5
5

1

2

3

4

5

1
1
1

2
2
2

3
3
3

4
4
4

5
5
5
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9
10
11
12
13
14
15
16

Strongly Agree

8

Agree

7

Slightly Agree

5
6

Slightly Disagree

2
3
4

Disagree

1

PLEASE CHOOSE THE ONE NUMBER FOR
EACH QUESTION THAT COMES CLOSEST
TO REFLECTING YOUR OPINION ABOUT
IT.
I have a good sense of why I have certain feeling
most of the time.
I have a good understanding of my own emotions.
I really understand what I feel.
I always know whether or not I am happy.
I always know my friends’ emotions from their
behavior.
I am a good observer of others’ emotions.
I am sensitive to the feelings and emotions of
others.
I have a good understanding of the emotions of
people around me.
I always set goals for myself and try my best to
achieve them.
I always tell myself that I am a competent person.
I am a self-motivated person.
I would always encourage myself to try my best.
I am able to control my temper and handle
difficult situations rationally.
I am quite capable of controlling my own
emotions.
I can always calm down quickly when I am very
angry.
I have good control of my own emotions.

Strongly Disagree

Emotional Intelligence Scale (Wong & Law, 2002)

1
1
1
1

2
2
2
2

3
3
3
3

4
4
4
4

5
5
5
5

6
6
6
6

1
1

2
2

3
3

4
4

5
5

6
6

1

2

3

4

5

6

1

2

3

4

5

6

1
1
1
1

2
2
2
2

3
3
3
3

4
4
4
4

5
5
5
5

6
6
6
6

1

2

3

4

5

6

1

2

3

4

5

6

1
1

2
2

3
3

4
4

5
5

6
6
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Appendix C
PANAS (Watson, Clark, & Tellegen, 1988)

Quite a bit

Extremely

Distressed (N)
Upset (N)
Guilty (N)
Scared (N)
Hostile (N)
Irritable (N)
Ashamed (N)
Nervous (N)
Jittery (N)
Afraid (N)

Moderately

1
2
3
4
5
6
7
8
9
10

A little

PLEASE CHOOSE ONE RESPONSE FOR EACH
ITEM THAT BEST INDICATES HOW YOU FEEL
ON AVERAGE.

Very slightly or not at all

This scale consists of a number of words that describe different feelings and emotions.

1
1
1
1
1
1
1
1
1
1

2
2
2
2
2
2
2
2
2
2

3
3
3
3
3
3
3
3
3
3

4
4
4
4
4
4
4
4
4
4

5
5
5
5
5
5
5
5
5
5
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Once a week

A few times a week

Every day

8
9

A few times a month

3
4
5
6
7

Once a month or less

2

A few times a year or less

1

PLEASE CHOOSE THE ONE NUMBER THAT
INDICATES HOW OFTEN YOU EXPERIENCE
EACH OF THE FOLLOWING.
I feel emotional drained at work.
I feel used up at the end of the day.
I feel fatigued when I get up in the morning and
have to face another day on the job.
Working with people is really a strain on me.
I feel burned out from my work.
I feel frustrated on my job.
I feel I am working too hard on my job.
Working with people directly puts too much stress
on me.
I feel like I am at the end of my rope.

Never

Emotional Exhaustion (Maslach & Jackson, 1986)

0
0

1
1

2
2

3
3

4
4

5
5

6
6

0
0
0
0
0

1
1
1
1
1

2
2
2
2
2

3
3
3
3
3

4
4
4
4
4

5
5
5
5
5

6
6
6
6
6

0
0

1
1

2
2

3
3

4
4

5
5

6
6
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Appendix E
Job Satisfaction from the Michigan Organizational Assessment Questionnaire
(Cammann, Fichman, Jenkins, & Klesh, 1979)
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PLEASE CHOOSE THE ONE NUMBER FOR
EACH QUESTION THAT COMES CLOSEST
TO REFLECTING YOUR OPINION ABOUT IT.
In general, I do not like my job. (R)
All in all, I am satisfied with my job.
In general, I like working here.
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Appendix F
Job-Related Affective Well-Being Scale (Van Katwyk, Fox, Spector, & Kelloway, 1999)

Rarely

Sometimes

Often

Always

1
2
3
4
5
6
7
8
9
10
11
12
13
14
15
16
17
18
19
20

PLEASE CHOOSE ONE RESPONSE FOR EACH
ITEM THAT BEST INDICATES HOW OFTEN
YOU HAVE EXPERIENCED EACH EMOTION
AT WORK OVER THE PAST 30 DAYS.
My job made my feel at ease.
My job made my feel angry.
My job made my feel anxious.
My job made my feel bored.
My job made my feel calm.
My job made my feel content.
My job made my feel depressed.
My job made my feel disgusted.
My job made my feel discouraged.
My job made my feel energetic.
My job made my feel excited.
My job made my feel ecstatic.
My job made my feel enthusiastic.
My job made my feel frightened.
My job made my feel furious.
My job made my feel gloomy.
My job made my feel fatigued.
My job made me feel inspired.
My job made my feel satisfied.
My job made my feel relaxed.

Never

Below are a number of statements that describe different emotions that a job can make a
person feel. Please indicate the amount to which any part of your job (e.g., the work,
coworkers, supervisor, customers, etc) has made you feel that emotion in the past 30 days.

1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1

2
2
2
2
2
2
2
2
2
2
2
2
2
2
2
2
2
2
2
2

3
3
3
3
3
3
3
3
3
3
3
3
3
3
3
3
3
3
3
3

4
4
4
4
4
4
4
4
4
4
4
4
4
4
4
4
4
4
4
4

5
5
5
5
5
5
5
5
5
5
5
5
5
5
5
5
5
5
5
5
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